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ES1 Enable County departments and their service partners to deliver0
quality customer service

ED2 Lead the coordination
throughout Miami-D8de County

0

"

0 ED3 Expand entrepreneurial development opportunities within
M/am/-Dade County

0 ED4 Create a more business-friendly environment in Miami-Dade
County

0 HH3 Improve the future of Miami-Dsde County's children and youth

0 HH4 Promote independent living through early Intervention and
support services

NU1 Provide efficient, consistent and appropriate growth
management, urban planning, and tf8nsporlation development
services
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Department Name:
Fiscal Years: 200412005 - 2005/2006

NU2 Empower the community by inCf88Sing communications and
coordination with local, state, and federal entities

0

NU3 Promote responsible stewardship of natural resources and
unique community environments

~

0 NU4 Use Consistent, fair and effective meens to achieve code
compliance

0 NU5 Enact programs to beautify and improve urban and residential
areas

Outcomes
Charts

~
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DEPARTMENT DESCRIPTION

The Consumer Services Department (CSD) is the County's consumer protection anT1. CSD
licenses and regulates specific industries. enforces consumer protection and trade practice
standards of general applicability, conducts consumer, youth, family, and business
education, and mediates consumer disputes against private businesses. In addition to the
Director's Office, the CSD accomplishes these responsibilities through the Consumer
Protection Division, Passenger Transportation Regulatory Division, and the Cooperative
Extensk>n Service Division.

TABLE OF ORGANIZA

SUMMARY OF MAJOR PROGRAMS, INITIATIVES OR MILESTONES TO BE
ACHIEVED IN THE CURRENT AND NEXT FISCAL YEAR

The following projects and initiatives are expected to be accomplished in FY 2005 and FY
2006:

. Implement chauffeur registration by mail

. Propose and submit revisions to various ordinances induding those goveming
passenger motor carriers, chauffeurs, the taxicab fuel surcharge, moving, motor
vehicle repair, and consumer protection provisions

. Propose and submit revisions to the resolution establishing minimum limousine rates

. Establish and begin meeting with a limousine advisory committee

. Complete the first triennial renewal of ambulance companies

. Condud the Code-mandated taxicab lotteries

. Explore lower cost taxicab financing opportunities for chauffeurs granted medallions
through the taxicab lottery

. Conduct a luxury sedan limousine lottery

. Explore the expansion of for-hire enforcement coverage to 24 hours per day, 7 days
per week

. Work with the Department of Procurement Management to issue an RFP seeking a
firm to conduct a study of taxicab ridership and need
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--rr ' ' - Department Name:

Fiscal Years: 2004/2005 - 2005/2006

. Condud an analysis of the for-hire fee structure and propose amendments where

appropriate
Conduct pUot program expanding existing interlocal agreement with the City of
Miami Beach for for-hire enforcement by including parking enforcement personnel

Obtain required training and commence program of UPC (Universal Price Code)
inspections to monitor accuracy

Work with the Department of Procurement Management to issue an RFP seeking a
fim1 to replace obsofete databases with new technotogies to improve efficiency

Expand and promote u,e Department's Speakers Bureau by increasing both the
number of available speakers and the number of topics that can be presented

Continue effort to replace paper newsletters with electronic newsletters

Obtain and install a weather monitoring system to assist agricultural producers
during cold weather events

Train Team Metro field personn~ on acceptable agricultural practices

Explore grant funding and, tf successful, institute a tree trimmer training program

Work with the Enterprise Technology Services Department to expand on-line
services to consumers and customers

Institute a program to measure customer service satisfaction

.

.

.

.

.

.

.

.

.

.

SIGNIFICANT FACTORS CRITICAL TO THE DEPARTMENT'S SUCCESSFUL
IMPLEMENTATION OF THE BUSINESS PLAN.

. Absence of adverse legislation in 2005 that results in the elimination or reduction of
any of CSD's regulatory programs or general consumer protection laws.

. ~dditional regulatory programs that are not self-supporting. v

. Regulatory fee schedules that fully support regulatory activities.

. Maintaining financial support from DERM and the Solid Waste Department for the
Florida Yards and Neighborhoods Program (FYN) and environmental education.

. Working with industry groups in reviewing policies, ordinances, fee schedules and
initiatives.

. Maintaining general fund support of general consumer protection activities,
consumer mediation, extension services, cable regulation, and administration.

. Support from the Department of Procurement Management in developing RFP
documents and finalizing contracts wtth vendors for technology projects and a Code-.-
required taxicab use study.

. Availability of sufficient staff resources and staffing levels.

. Support from the Enterprise Technology Services Department for technology needs

~e~i'!-'; ~dLeX&t t1'"e':Y ~~ 4



Department Name:
Fiscal Years: 2004/2005 - 2005/2006

and improving CSD's web site.

A source of funds for a Code required taxicab use study.

Ongoing support from the University of Florida/Institute of Food and Agricultural
Sciences in support of Extension programs

.

.
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--"-' Depar1ment Name:

Fiscal Years: 2004/2005 - 2005/2006

INTRODUCTION

Department Purpose/Mission Statement

Recognizing that residents and visitors are all consumers, the Consumer Services
Department's mission is to protect, educate and represent consumers in a challenging and
ever changing economy. We will accompfish this mission by:

Enforcing consumer laws and licensing requirements that protect the
purchasers of goods and services;

Promoting a sta~e economic climate for the business community by ensuring
compliance with laws;

Providing outreach and education to consumers and businesses;

Investigating and mediating consumer complaints;

Advocating on behalf of consumers and ~rking with our business
community. consumers and other agencies to develop and Implement
creative solutions to consumer problems.

~ttIYe 1'"$~ E,ue~t &er;y ~ 6



ualo'Gl "II~II'GI PUalll_D rlG'1 .11" ""u"uu~

Department Name:
Fiscal Years: 2004/2005 - 2005/2006

Department Description

The Consumer Services Department (CSD) is the County's consumer protection ann.
CSD licenses and regulates specific industries, enforces consumer protedion and trade
practices standards of general applicability, conducts consumer, youth, family, and
business education, and mediates consumer disputes against private businesses.

Passenger Transportation

The Passenger Transportation Regulatory Division licenses and regulates taxicabs,
limousines, passenger motor carriers (induding jitneys and tour vans), special
transportation service vehides, non-emergency transpor1ation services, for-hire chauffeurs,
and ambulance services. For-hire vehicles, as well as private school buses, are inspected
for safety and appearance at our vehicle inspection station that is open six days per week.
The Division maintains an extensive chauffeur training schedule for new and renewing for-
hire chauffeurs.

Consumer Protection Division

The Consumer Protection Division licenses and regulates n'K>tor vehicle repair shops and
mechanics, locksmith businesses and locksmiths, local moving companies, towing
businesses, vehicle immobilization (booting) companies and employees, title loan lenders,
water remetering companies, telecommunications providers, and cable television
companies. General consumer protection laws enforced include standards goveming
weights, measures, packaging and labeling; prohibitions relating to unfair and deceptive
trade practices, price gouging in an emergency, seff service tobacco sales, discrimination
in tipping and gender pricing; and consumer protectk>n laws relating to rental car agencies,
dry cleaners, cash register price screen visibility, the availability of baby diaper changing
stations at certain facilities, non-consent towing rates, alcohol warning signs, warning
notices on shopping carts, and check cashing establishments. The Division houses the
Consumer Complaint Mediation Center, and administers a contract with Miami-Dade
College for production of the Cable TAP Community Channel.

Cooperative Extension Division

The Cooperative Extension Service Division is a partnership between the University of
Florida's InstiMe of Food and Agricultural Sciences (UF/IFAS), the US Department of
Agriculture, and the County. Extension Agents provide science-based educational
programs in commercial agricutbJre and horticulture, home gardening and landscape
maintenance, marine sciences, food safety and nutrition, family and consumer sciences,
and operate the 4-H youth development program.

Office of the Director

The Office of the Director provides policy direction and oversight, and houses centralized
services such as personnel and Infonnation technology support. The office also houses a
number of shared positions that provide services throughout the department including
collections, public infom1ation and legal support. The Consumer Advocate, a Code
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Department Name:
Fiscal Years: 2004/2005

mandated position, provides consumer advocacy, education and oub'each, and intervenes
in legal and administrative proceedings on behalf of consumers in the public interest. An
example of the educational programs conducted are small claims court clink:s offered
monthly throughout the County to teach consumers how to utilize the small claims court
system.
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Department Name:
Fiscal Years: 2004/2005 - 2005/2006

Organization and Staffing Le'
(Dollars in thousands)

Staffing and Organizational Changes

In FY 04/05, a Passenger Transportation Regulatory Division (PTRD) Enforcement Officer
position was eliminated resulting in 5,500 fewer potential fiefd contacts and associated fine
revenue. This reduction was made as a result of the Seaport Department's discontinuing
funding ($50,000) that supported PTRD for-hire enforcement and starter services at the
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Department N
Fiscal Years:

Port of Miami.

In FY 03/04. the Board of County Commissioners approved reactivation of a towing
licensing and ~Iatory program. As a result, two additional positions (enforcement officer
and licensing dert<) were authorized during that fiscal year and carried over as budgeted
positions into FY 04/05.

Due to general fund reductions for general consumer protection activities, two consumer
protection enforcement officer positions were eliminated from the general consumer
protection 5ection of the Consumer Protection Divisk>n in FY 04/05 resulting in 6,600 fewer
retail establishment inspections annually. One of the positions was eliminated from the
budget entirety, and the other was redirected to regulated business functions.

The Cooperative Extension Division was approved for supplemental funding in November
2004. to support 40% of an additional Extension Agent ($20,000). The position was one of
two Extension Agents reflected on the Extension Division's table of organization that were
unfunded in the FY 04/05 budget. Thl8 position 8pecializes in water science and
aquaculture. The University of Florida will support 60%, as is customary for these
positions. The second position remains frozen by the University of Florida.

~e~ri"3 ~1Le?U:e E::~ ~'iY
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Department Name:
Fiscal Years: 2004/2005 - 2005/2006

Staffing Levels

Fiscal Environment

Revenues and Expenditures
(All Dollars in Thousands)
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Department Name:
Fiscal Years: 2004/2005 - 2005/2006

Equity in

MAJOR FUNDING SOURCES MAJOR VARIANCES IN REVENUES AND
EXPENDITURES FROM PRIOR YEARS, AND SIGNIFICANT IN-KIND SERVICES

The Consumer Services Department is funded primarily (71%) from proprietary revenues
derived from fees and fines collected from licensed businesses and individuals. These
revenues are directed to expenditures that support those regulatory programs.

General fund supported programs include the Cooperative Extension Service, general
consumer protection law enforcement, consumer complaint mediation, cable television
regulation, cabJe television access programming, and central administrative support
services. Intra-departmental transfers support 73% of the Director's OffICe/Administration.

CSD receives funds from other departments for specific activities. The Cooperative
Extension Service Division receives funds from DERM ($60,000) for activities related to
environmental education. Extension also receives funds from DERM and ~e Solid Waste
Department ($43,000) to support the Florida Yards and Neighborhoods Program that
teaches homeowners environmentally sensitive landscaping practices that complement the
missions of those agencies.

Business Environment

The Consumer Services Department (CSD) provides countywide services without regard to
municipality to a wide range of clientele. The CSD educates and provides assistance to
consumers and the business community at large. CSD works closely with the business
community in each of the areas it regulates, related industries including the local hospitality
and tourism sectors, retail establishments generally, individuals and entities involved in
commercial agriculture, horticulture and aquaculture, municipalities, and other County
departments.

The CSD monitors state and federal legislation that
or preempt our ability to regulate local businesses.

Z:)~i'?lj ~e&?(.&t c::~ Z>""Y
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Department Name:
Fiscal Years: 2004/2005 - 2005/2006

government collections of cable television and telecommunications fees were shifted to the
State of Florida Department of Revenue with an allocation sent back to the County. In the
2002 session, the legisJature adopted a law regulating intrastate movers and limiting local
licensing requirements to businesses based in the County. In the 2003 and 2004 sessions,
bills that would regulate towers at the State level died on the calendar; it is expected to be
reintroduced in the 2005 session. The towing bill as previously introduced preserves local
regulatory authority, however, monitoring is necessary. In the 2004 state l8SSion, 582448
was passed related to the regulation, identification and packaging of meat, fish and poultry
products severely impacting local consumer protection laws in place since 1968. CSD is
monitoring other potential Jegislative initiatives that could impact local laws, including any
bills designed to preempt Jocal moving regulations.

A significant factor that has affected the CSD is a shift from performing general consumer
protection activities to perfonning as a regulatory agency. This shift has ocwrred over the
past 15 years as new regulatory programs have been adopted. In 1998 and 2000, major
revisions were made to laws governing taxicabs and limousines, respectively. Resources
dedicated to the implementation of these ordinances have been great. resutting in the
creation of a training section, new enforcement officers and licensing personnel in the
Passenger Transportation Regulatory Division. The Consumer Protection Division has also
acquired many business specific regulatory programs, Including towing (1988), motor
vehicle repair (1992), moving (1994), locksmith (1995), remetering (1996), and motor
vehicle title loans and vehicle immobilization (boaters) (1999). Towing regulation was
preempted temporarily but reinstated in 2003.

A decline in funding to support general fund activities has caused service reductions.
General fund supported programs include the Cooperative Extension Service, general
consumer protection law enforcement, consumer complaint mediation, cable television
regulation, cable television access prograrrmlng, and central administrative support
services. Since 1996, general fund support for CSD operations, excluding funds to support
community cable te4evision access programming, has decreased by 45% from $2,068,000
to the present allocation of $1,141,000 {excluding support for cable access programming}
resulting in the loss of positions and less ability to protect consumers. Newer general
consumer protectk>n laws that have been enacted have generally not come with funding to
support those programs.

~~~ri~ ~el1e~ E::'W13 ~ 13
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Department Name:
Flsca' Years: 2004/2005 - 2005/2006

Customer Feedback Plan

The CSD will solicit customer feedback in FY 04/05 using a variety of measurement tools.
CSD's customers include the general business community, CSD regulated industries, and
consumers. The Feedback Plan will consist of:

0 Surveys - will be provided to businesses, consumers, and industry ~groups to
solicit satisfactk>n with licensing. mediation. and other services.

0 Business Inspection Program - regulated businesses will be contacted to gauge the
thoroughness of recent inspections by determining quality of inspection. employee
conduct, and educational materials received, ff necessary.

0 Educational/Seminar Feedback - The Cooperative Extension Division will conduct pre
and post tests to educational seminar attendees to determine program effectiveness
and use of best business practices from knowledge gained; Small Claims Court Clinic
attendee's will be asked to provide information to determine program oontent and
focus areas for future dinics.

Program measurement will be ongoing into FY 05/06 with the resutts determining program
content with the customers needs as the priority.

FactorsCritical Success

. No adverse legislation in 2005 that results in the elimination or reduction of any of
CSD's regulatory programs or general oonsumer protection laws.

. Additional regulatory programs that are not self-supporting.

. Regulatory fee schedules that fully support regulatory activities.

. Continuing support from DERM and the Solid Waste Department to support the
Florida Yards and Neighborhoods Program (FYN) and environmental education.

. Working with industry groups in reviewing policies, ordinances, fee schedules and
initiatives.

. Maintaining general fund support of general consumer protection activities,
consumer mediation, extension services, cable regulation, and administration.

Support from the Department of Procurement Management in developing RFP
documents and finalizing contracts with vendors for ted1nology projects and a Code-
required taxicab use study.

.

. Availability of sufficient staff resources and staffing levels.

. Support from the Enterprise Technology Services Department for technology needs
and improving CSD's web site.

2:)cti>' erl3 E,;JC&dLe -x.&e:- E: ~ .'Z> ~ 14
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Dep8rtment Name:
Fiscal Years: 2004/2005 - 2005/2006

Funding for a Code required taxicab use study..

Ongoing support from the University of Florida/Institute of Food and Agricultural.
Sciences in support of Extension pfOgf'ams

Future Outlook

Many of the general consumer protection ordinances that are contained in the County
Code and enforced by the CSD have been In piace for 30 years. CSD plans to review and
update these ordinances in U1e next 18 months.

CSD has been involved in the review and revision of business regulations relating to for-
hire transportation. One goal of this process is to convel1licensing processes requiring
Commission approval to administrative licensing. In addition to revising regulations that
govern passenger motor carriers in the current planning cycle. future revisions will include
regulations governing non-ernergency transportation. special transportation service
vehicles, and private school buses.

In 2004, CSD submitted, at the
tour guides.

requirements.
This issue will be revisited in 2005 and could result in new regulatory

Restoration of support for general consumer protection provisions is needed to respond m
the needs of consumers and adequately address Code provisions intended to prated
consumers in the marketplace and ensure that all businesses adhere to the same
standards.
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Overview

Our FY 2004 - 05 business plan draws heavily on previously adopted work including the
Miami-Dade County Strategic Plan. Miami-Dade County's Strategic Planning initiative is
both a plan and a process. The plan provides a framework at a broad Countywide level
where we want to go, how we get there, and how we measure our progress along the way.
The process ensures increased communications at all levels of County government using
consistent terms.

Our Countywide Vision of "delivering excellence 8\18ry day" communicates the
community's shared vision for the best possible future for Miami-Dade County
government.

-&.

Our Countywide Mission statement communicates the rae of our government. Miami-
Dade County's mission statement is "delivering excellent public services that address
our community's needs and enhance our quality of life...

Our Guiding Principles communicate to all levels of our organization the manner in

0

..
which we expec1 all decisions, interactions arxf activities to be perfonned.

Our Strategic Themes represent what we consider to be the most significant challenges
and opportunities facing Miami-Dade County government.

.

0 We have developed Goals across all County Departments. These goals provide the-
airection the COUnty must move in to address the
guide us towards the desired future.

For each goal we have defined a desired Outcome or set of ootoomes that the County
must achieve to be successful in accomptishing the goal. These outcomes are from the
customer/community perspective (e.g. quality of service provided, customer
satisfaction ).

0

0 For each outcome(s). implementing Strategies summarize at a broad countywide level
the actions that will be taken to achieve the outcome{s).

Key Perfonnance Indicators are the measures that express the County's intentions from
the Strategic Plan. Associated Key Perlonnance Object/\l8s assign measurable targets
and timelines to the key performance irdicators whHe the Perfonnsnce Measure is the
specific unit of measure. Departments may develop Additional Performance
Objectives.

.

0 Depaltment Programsllnltiatives (may include activities and tasks) are actions or groups
of actions that will be undertaken by a particular department in a specific fiscal year in
order to implement a strategy.

As part of the County's Strategic Plan, the Board of County Commissioners endorsed nine
:bttIY ~~ ~&-,u:c t: ~ :b ~ 16
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Department Name:
Fiscal Years: 2004/2005 - 2005/2006

priority strategic themes countywide. This Department is primarily supportive of the
following strategic themes:
0 Ensure Miami-Dade County operates in a fiscally responsible and stable manner.

0 Improve the quality of life for all County residents

Protect the safety and quality of Miami-Dade County's neighborhoods.

Continuously improve the performance and capabilities of County operations by
maximizing technology, fostering innovation, and increasing access to and infom\8tion
regarding services.

0

'0

0 Promote responsible and comprehensive policy development through effective planning
for land use, transportation, and growth management.

0 Promote a healthy economy through business development, further eoonomic
diversification based on key industries, and by addressing economic disparities in our
community .

0 Develop and maintain an effective transportation system.

0 Protect and preserve our unique environment.

0 Promote cooperation and coordination among all government services.

Supporting these themes are supporting goals and priority outcomes that directly relate to
this department. These are provided along with the Department's Programs, Initiatives, and
Performance Measures for fiscal year 2005.

Department-related Strategic Plan Goals:

0 ES1 Enable County departments and their service partners to deliver quality customer
service

0 ED2' Lead the coordination of economic development activities throughout Miami-Dade
County

0 ED3 Expand entrepreneurial development opportunities wlhln Miami-Dade County
0 ED4 Create a more business-friendly environment in Miami-Dade County
0 HH3 Improve the future of Miami-Dade County's children and youth
0 HH4 Promote independent living through early intervention and suppol1 selVices
0 NU2 Empower the community by increasing communications and roordination with

local, state, and federal entities
0 NU3 Promote responsible stewardship of natural resources and unique community

environments
0 NU4 Use consistent, fair and effective means to achieve code compliance
0 NU5 Enact programs to beautify and improve urban and residential areas

Department-related Strategic Plan Priority Outcomes:

0 ES1-1 Clearly-defined performance expectations and standards

.':l)~~~~ ~~7U'e'C::1~ ~ ~
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Depal1ment Name:
Fiscal Years: 2004/2005 - 2005/2006

ED2-3 Better Infonned clients served by various assistance programs
ED3-1 Organizations empowered with the technical and management capacity to
succeed
ED4-2 CuatonJer friendly environment for regulated businesses and entities doing
business with Miami-Dade County
HH3-3 Young adults with basic education, skiNs and values
HH4-1 Healthy community

M
0

.
0
0
0

~
0

HH4-2 Increased access to full continuum of support services for people with disabilities
NU2-3 Well trained, customer friendly County government workforce
NU3-1 Continuing supplies of quality drinking water to meet demand
NU3-3 Preservation of wetlands and environmentally valuable uplands
NU4-3 Consistent interpretation and application of enforcement practices
NU5-1 Neighborhood and rights-of-way aesthetics that foster and enhance quality of life

~
0

0
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Dep.rtmental Busln... Plan and Outlook
Depa~nt Him.: Consumer Services
Fisc.1 Years: 2004/2005 - 2005/2006
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Departmental Business Plan 8nd Outlook
Department Name: Consumer ServIces
Fisc81 Vears: 2004/2005 - 2005/2006
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Department81 Busln... Plan and Outlook
DeP8rtment Name: Consumer Services
Fiscal Years: 2004/2005 - 2005/2006
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